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ABSTRACT 
 
The purpose of this paper is to explore the nature and extent of corporate recruitment managers‟ 
dissatisfaction with the services of private employment agencies they contract for search and selection help. 
The research finds that the form of recruitment managers‟ dissatisfaction relates to various aspects of 
service such as the quality of candidates recommended by agencies and communication. The relationship 
between the client (recruitment manager) and the provider (employment agency) is a further source of 
dissatisfaction. The extent of dissatisfaction varies between moderate and significant depending on the 
particular issue. The research also only canvasses the views of recruitment managers and not their agency 
counterparts and so only one perspective on the dynamics of the relationship is heard. The practical 
implications of the research is that there is significant opportunity for client and agency to improve their 
working relationship so that expectations are more clearly understood and communication is more 
productive. 
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INTRODUCTION 
It is perhaps surprising given the proliferation of private employment recruitment agencies that very little 
research exists on how well they do their work. Recruitment in many countries is increasingly being out-
sourced by organizations to specialist recruitment agencies that provide a range of search and selection 
services on behalf of their clients. Recruitment is more than simply a mundane, transactional aspect of 
human resources management. Connerley et al., (2003) have highlighted that effective recruitment is linked 
to organizational success and that how we recruit often determines the quality of candidates we attract and 
ultimately employ. Recruitment is one way in which organizations invest in themselves. Hiring well provides 
a return on the recruitment costs through productive and long-staying employees. Poor recruitment 
outcomes can cost an organization a great deal where a new recruit is under-productive, disruptive and 
quick to leave. The costs are difficult to calculate exactly; they are both overt and covert, but it is reasonable 
to say that the costs of poor recruitment are considerable. From the research that has been published there 
is evidence that further investigation is warranted on recruitment agencies. Fish and Macklin (2004) found a 
lack of satisfaction with Australian recruitment agencies on the part of their clients. Most notably, they 
discovered that companies were generally dissatisfied with the quality of candidates recommended by 
recruitment agencies for advertised positions and by the agencies‟ lack of understanding of their needs. 
Fundamentally, the pertinent issues raised by Fish and Macklin are critical to business relationships of any 
type: communication; understanding and service quality.  
This study is one of the only empirical investigations on the dynamics of the recruitment agent-client 
relationship and the ambition of this current study is to investigate further what Fish and Macklin observed 
almost ten years ago. Matching suitable candidates to positions is a skill which is harder for recruitment 
firms because they are one place removed from the organization. Without the in-depth knowledge of their 
client‟s organization that Fish and Macklin noted was often absent, objective analysis of candidates‟ 
resumes, for example, may be more problematic.  It has been observed that recruiters very commonly 
dispense with objective analysis when analyzing resumes and rely on intuition, impression and tacit rules 
from the beginning of the process (Proenca and de Oliveira, 2009). While this approach might better exercise 
the experience of seasoned recruiters, it could be leading to what the client perceives as poorly matched 
candidates as noted above. The precise causes of the dissatisfaction that clients have raised is, at this time, 
speculative because of the scarcity of research data. The literature, such as it is, only directs us to the 
inadequacies and inconsistencies in recruitment practices that lead to dissatisfaction and less than desirable 
outcomes. The clear conclusion that can be reached is that there is opportunity for recruitment outcomes to 
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be improved through advancing the ways in which recruitment agencies partner with their clients. 
Connerley, Carlson and Mecham (2003) have concluded that substantial opportunity exists to improve 
recruitment outcomes by engaging in superior recruitment processes. 
 
REVIEW OF LITERATURE 
A cornerstone of effective recruitment where an organization retains the services of an agency is the 
maintenance of a strong relationship (Sheikh, 2010). In fact, it is a relationship with a third dimension as 
the agency must maintain a relationship with its jobseekers too. Like any relationship, the foundations of 
the agency-client relationship must be built on trust and mutual respect. It will be discussed a little later 
that when these elements are absent or subverted then recruitment outcomes are compromised and the 
objective of the relationship is undermined. The objective of the relationship is the recruitment by the 
agency of the most suitably appropriate person available for a given organizational position. The term 
„suitably appropriate‟ would include things such as a candidate‟s qualifications; length and nature of their 
prior experience; cultural fit with the organization and its values and vision; past performance based on 
references and so on. Matching the most suitable qualified candidate to a particular position is an example 
of the strategic operationalization of HR plans from the company‟s perspective and, as Aragon and Kleiner 
(2003) have stated, how well the person fits the job determines the return on investment the client derives 
from the agency. Therefore, the placement of a person in a job vacancy is not merely transactional but an 
intended investment in the company by itself. A good example of how HR plans become operationalized into 
strategic hiring is provided by Zurich Insurance (Baldwin-Evans, 2006). However, “fit” is a variable. 
Different hiring situations demand different hiring strategies and the meaning of suitability changes. For 
example; Sekiguchi (2007) has highlighted that depending on what an organization expects from a job and 
its holder, the hiring focus might be person-job fit or person-organization fit. A further complicating issue is 
the discrepancy, according to some (Russo, et al., 1995) of a gap between recruitment theory and practice. In 
essence, this is the difference between economic pressures internal and external to the organization and 
recruitment policy and practice. It is difficult for an organization to balance these opposing forces but even 
more challenging for a third-party like an agency that is further removed from organization‟s world. 
Effective hiring, then, is a complex and strategic endeavor. It is a process which involves numerous 
critical steps. It requires a long-term view of organizational needs rather than a knee-jerk reaction based on 
staffing a vacant desk. Furthermore; poor hiring of under-performing employees is, as Lin and Kleiner 
(2004) explain, much more expensive than the costs of search and selection. A bad hire‟s salary, they 
contend, is negligible compared with the effects of poor performance. For example; negligent hiring can lead 
to lawsuits (Le and Kleiner, 2000). To avoid undesirable consequences, effective hiring requires considerable 
forward planning, inside knowledge and sagacious decision making (Marshall and Kleiner, 1999). When an 
organization entrusts recruitment to an agency they turn much of this over to the agency. They trust that 
the agency will invest the time and conscientiousness into recruitment that they would. However, the agency 
is juggling multiple clients and priorities against the backdrop of time being money. As Heraty and Morley 
(1998) observe, it is critical to have recruitment personnel dedicated to the goals of the organization for 
effective recruitment outcomes. Yet, it is questionable, once recruitment is turned over to an agency, that 
their recruiters would have the same level of dedication. It is necessary to be dedicated to the goals of the 
organization because, according to Lee (1994), recruiting is re-creating the organization. The implication is 
that bringing new people into an organization impacts on culture, team dynamics and ways of working. It 
also often influences diversity within the organization which may impact on competitive advantage (Tipper, 
2004). As such, recruitment is a level for continuous change in an organization. It is a sensitive level in the 
hands of internal recruiters but even more volatile when entrusted to an agency that can never appreciate 
an organization‟s dynamics as well as those working in the organization. Effective recruitment is premised 
on fairness and equity of opportunity based on objective criteria (Ripley and Ripley, 1994) and yet agencies, 
by the nature of their situation, threaten this. Recruitment agencies, like real estate agents, must serve two 
client groups with irreconcilable priorities. The real estate agent represents both the vendor and the buyer 
in a house sale. However, the vendor seeks the highest price possible for their house and the buyer seeks to 
reduce the sale price as far as possible. Both parties rely on the realtor to advance their interests over the 
other party‟s. Meanwhile, the realtor is focused on a quick sale as their income is a commission in the form 
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of a percentage of the sale price.  Similarly, the recruitment agency represents a pool of jobseekers and a 
pool of organizations. Taerattanchai and Kleiner (2005) claim that agencies are essentially brokers between 
employers and jobseekers. This is misleading. A broker is someone who has a clearly identified client and 
links them to a product or service within which there are a range of options. Examples include insurance 
brokers and financial services brokers. Yet jobseekers and organizations are both expecting the recruitment 
agency to represent their interests in dealings with the other party. Their interests are often not a match 
such as in salary, benefits and working conditions expectations. Also, like the real estate agent, the 
recruitment agent is focused on quick placement because only then do they generally receive their fee. When 
time dictates income, best practice can be compromised. Examples of dubious and unethical practices include 
agencies aggressively pursuing employees of their clients‟ competitors and taking employees from one client 
to place with another (Cai and Kleiner, 2004). The increasing competition between agencies is “forcing 
employment agencies to raid companies for talent any way they can” (Cai and Kleiner, p. 93, 2004). Agencies 
must also „sell‟ the candidates they have on their books. Taerattanchai and Kleiner (2005) call this 
expectations manipulation whereby agencies talk-down the expectations of candidates in terms of salary, 
benefits and responsibilities in order to make them easier to place in a wider range of vacant positions on the 
other side of the ledger. Such a practice compromises fairness and equity and is a disservice to the 
jobseekers and the client organizations they represent. It is a good example of the agency being unable to 
equally represent both sets of „clients‟ equally at the same time. The contradictions between theory and 
practice in terms of what employment agencies may seem to promise and what they eventually deliver raise 
important concerns about their relationship with their clients. If agencies must operate in an environment 
that dictates unethical behaviour in order to survive, then any relationship they build with other parties is 
necessarily compromised and lacking in integrity. It would seem to be the foundation for a problematic 
partnership with corporate clients and strongly suggestive of an inability to foster a trusting and trouble-
free partnership. Advances in technology have also enabled some recruitment agencies to indulge in 
underhand and unfair practices. According to Kluemper and Rosen (2009) the number of agencies checking 
jobseekers‟ profiles on social networking sites such as Facebook and MySpace is increasing. Recruitment 
agencies (and organizations) do this to help inform hiring decisions. The goal is to distinguish high 
performers from low performers (Kluemper and Rosen, 2009).  
Not only is this practice secretive, subjective and discriminatory, it is also most likely to be inexact 
resulting in the elimination of potentially excellent employees because of interests and hobbies they pursue 
that may well have no bearing on their performance and no relevance to jobs they are seeking.   Indeed, 
objectivity seems to be a perennial problem in recruitment processes. One consequence of which, claim 
Gurumurthy and Kleiner (2002), is evidenced in a US Labor Department study showing 50 per cent of new 
hires leave their new found work within six months. Technological advances have impacted on effective 
recruitment in other ways too. In some instances this has been for the good. For example; SAT Telecom in 
India has utilized e-recruitment to streamline their processes and better manage information to the effect 
that recruitment costs have been reduced by 44 per cent and time to fill vacancies has almost halved (Pande, 
2011). For recruitment agencies, however, the advent of e-recruitment has presented a challenge. Now, 
jobseekers and organizations can use recruitment sites that replace the role of the agency (Cai and Kleiner, 
2004). Further, bricks and mortar agencies are being replaced by virtual recruitment agencies thanks to 
technology with the advantage of saving organizations up to 70 per cent of the cost to find someone (Cai and 
Kleiner, 2004). Where agencies have embraced e-recruitment themselves they seem to have over-relied on 
the technology to the point of discontinuing traditional recruitment methods and in so doing missing good 
candidates who prefer more traditional job searching methodologies (Tong, 2009). It has been noted that a 
wide variety of recruitment methods should be used to attract a diverse range of quality jobseekers (Gibson 
and Kleiner, 2001). Other threats to effective recruitment include poor practices that persist as regular parts 
of the recruitment process such as the recruitment interview which has long been known to be inherently 
deficient (Smith and Graves, 2002; Mak, 1995). A skills test is probably a better assessment method for 
many jobs. In applicant screening too, an over-emphasis on the resume and referee checks persists despite 
much evidence that the authenticity of both are easily circumvented by resourceful jobseekers (Wang and 
Kleiner, 2000). Particularly for senior positions, it is argued that a far more in-depth background 
investigation be conducted (Brody, 2010). The evidence is that the environment for recruiting is changing yet 
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recruiters, to a significant extent, are not moving with the times. Poor and outdated practices persist and 
this undermines the validity of recruitment processes and threatens effective recruitment. As an example of 
change; a large study of Canadian university students found the students preferring different job search 
strategies to the previous generation of students (Ng and Burke, 2006). These are the kind of changes that 
recruitment agencies need to be absorbing in the ways they attract jobseekers. Other challenges to effective 
recruitment faced by recruitment agencies include the difficulty attracting culturally well -suited candidates 
to vacancies. While it is not difficult to match a candidate‟s experience and skills to a particular vacancy 
through their resume and referees, it is much more difficult evaluating a candidate‟s values and ascertaining 
how well these fit with particular teams and divisions in different organizations. This represents the nature 
of the challenge when an organization retains a third party to do its recruitment and selection.  
Organizations can make effective use of signaling theory (Celani and Singh, 2011) when they recruit by 
themselves. However, it is much more difficult for agencies to mirror the identity of their clients in their 
marketing to job seekers because their marketing needs to be generic and designed to entice jobseekers to a 
number of potential and even as yet non-existent roles. This may well be a source of client dissatisfaction 
with the suitability of candidates referred to them by agencies. Employees placed by agencies have also been 
found to have adverse effects on the behavior of other employees where the agency sourced staff are 
contractors (David, 2010). This is significant with the rise of contract work and the proliferation of 
employment agencies specializing in providing contractors for organizations. One explanation for the 
adverse impact contractors and temporary staff supplied by agencies have on the behavior of regular 
employees is the poorer terms, conditions and discipline arrangements for employment contractors compared 
with permanent employees (Hall, 2006; Bellizzi and Hasty, 2000). These are all critical considerations for 
employment agencies to consider in providing organizations with effective recruitment solutions. 
 
RESEARCH METHODOLOGY 
A self-administered survey instrument was designed and mailed to 300 recruitment managers in medium to 
large private sector organizations in the Greater Sydney Metropolitan Area. The survey employed a 
„strength of opinion‟ 5 choice Likert scale from strongly agree through to strongly disagree. The 
organizations invited to participate in the research project included multinational subsidiaries; publicly 
listed Australian companies; family owned enterprises and two franchise holdings companies. The survey 
was selected over other data collection methods such as interviews because of its cost effectiveness, efficiency 
in execution and data analysis and for reasons of time and access to potential participants. A stamped, self-
addressed envelope was included for return of completed surveys in the hope of raising the response rate. 
Recruitment managers were requested to complete and return the survey within three weeks. The 
organizations were selected randomly from a range of sources including online business directories; the 
Yellow Pages; a drive-around three industrial estates in the Sydney area and advertising materials seen 
around Sydney. The organizations included for the survey were asked to only respond if they have utilized 
the services of private recruitment agencies within the previous twelve months. The recruitment managers 
were specifically asked to personally complete the survey so as to avoid the task being delegated to another 
person not personally involved in dealing with employment agencies 
The collected data revealed that: 
 
 63 surveys (21%) were returned within the time period 
 41 (65%) respondents were female; 22 (35%) were male 
 6 respondents were under 25 years of age; 11 respondents were between 26 and 30 years of age; 19 
respondents were between 31 and 35 years of age; 11 respondents were between 36 and 40 years of 
age; 5 respondents were between 41 and 45 years of age; 2 respondents were between 46 and 50 
years of age and 9 respondents were aged over 50. 
 The respondents came from a wide variety of industry types including: transport and logistics; 
retailing; manufacturing; professional services; financial services; fast moving consumer goods; 
telecommunications; building and construction. 
 50 (79%) respondents had used the services of a recruitment agency as a client within the 3 months 
prior to completing the survey. 
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 60 (95%) respondents had used a recruitment agency in the 6 months prior to receiving the survey. 
100% had used a recruitment agency in the 12 months prior to receiving the survey. 
 28 (44.5%) respondents reported using an agency to fill all or most vacancies. 30 (47.5%) respondents 
reported using agencies only to fill management and/or executive positions. 5 (8%) respondents 
reported using a recruitment agency to fill mostly non-managerial positions 
 11 (17.5%) respondents said their organization had used only one recruitment agency in the past 
twelve months. 46 (73%) said their organization had used two to four recruitment agencies in the 
past twelve months. 6 (9.5%) said their organization had used the services of five or more 
recruitment agencies in the previous twelve months. 
 
The survey consisted of 16 items; a general question and 15 items in the form of positively worded and 
negatively worded statements. The positively and negatively worded statements were interspersed to 
attempt to encourage respondents ticking boxes to a predictable pattern and to encourage each statement to 
be carefully read. There was a lead question which encompassed the major theme of the research in general 
terms. This question was: Overall, how satisfied are you with the service and results provided by the 
recruitment agencies your organization has used in the past year? The responses are displayed in Table 1. 
 
 
Table 1: Overall Satisfaction of Recruitment Managers 
      
Very Satisfied Satisfied Neutral Dissatisfied Very Dissatisfied 
6 (9.5%) 35 (55.5%) 8 (12.5%) 12 (19%) 2 (3%) 
Men = 1 Men = 14 Men = 4 Men = 3 Men = 0 
Women = 5 Women = 21 Women = 4 Women = 9 Women = 2 
Aged under 25 (2) 
Aged 26 – 30 (2) 
Aged 31 – 35 (2) 
Aged under 25 (3) 
Aged 26 – 30 (6) 
Aged 31 – 35 (12) 
Aged 36 – 40 (7) 
Aged 41 – 45 (3) 
Aged above 50 (4) 
Aged under 25 (1) 
Aged 26 – 30 (1) 
Aged 31 – 35 (3) 
Aged 41 – 45 (1) 
Aged above 50 (2) 
Aged 26 – 30 (2) 
Aged 31 – 35 (2) 
Aged 36 – 40 (4) 
Aged 41 – 45 (1) 
Aged 46 – 50 (1) 
Aged above 50 (2) 
Aged 46 – 50 (1) 
Aged above 50 (1) 
      N=63 
 
 
FINDINGS 
The 15 statements on the survey instrument were designed based upon the findings of the Fish and Macklin 
study discussed earlier and on issues raised through that and the other referenced studies in this paper. 
That is to say; the statements were designed to explore further the major issues raised by earlier studies. 
These issues include perceptions relating to service quality; perceptions relating to relationship integrity 
and perceptions relating to placement outcomes. In responding to each of the 15 statements, participants 
were asked a common contextualizing lead which was:  
 
Based on the total of your experiences with recruitment agencies over the past twelve months, would you 
say…  
 
The findings from the contextualizing lead question are represented as raw numbers in Table 2. The 
responses have then been divided into responses for the positively phrased statements and responses for the 
negatively phrased statements and this data is represented as a mean score for each statement and 
presented in Tables 3 and 4. The mean scores are based on the total number of responses for each statement 
excepting all „neutral‟ responses.  
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Table 2: Recruitment Managers‟ Assessment of Employment Agencies Services 
 
         
Statement Strongly 
agree 
Agree Neutral Disagree Strongly 
disagree 
They did not adequately understand our work/organizational culture 9 27 1 22 4 
They did not adequately understand our recruitment needs 5 20 1 32 5 
They provided excellent customer service 12 18 3 16 14 
They were slow in fulfilling our needs 7 16 0 30 10 
They communicated regularly with us during the recruitment 
process 
4 25 6 22 6 
They referred some poor quality / unsuitable candidates to us 10 29 0 20 4 
They were more interested in the applicant‟s interests than in ours 7 7 4 34 11 
Their service represented  excellent value for money 3 11 3 40 6 
They were transparent, clear and honest in their dealings with our 
organization 
17 17 2 18 9 
They delivered on their promises 13 24 0 20 6 
We have had problems with employees recommended by agencies 
that the agency should have known about 
18 19 2 15 9 
They provide post-placement checks to see that we are happy with 
new employees sourced by them 
6 3 1 15 38 
They do not accept responsibility when they have failed to meet our 
recruitment needs 
14 10 5 15 7 
They openly share the recruitment process and tactics they use with 
us 
9 23 8 12 11 
They adopt a tailored approach to meeting our different recruitment 
needs 
18 29 2 11 3 
       N=63 (raw numbers) 
 
 
 
 
Table 3: Mean Scores for Positively Phrased Statements 
 
Statement Mean score where: 
Strongly Agree=4; Agree=3; Disagree=2; Strongly 
Disagree=1 (Neutral responses disregarded) 
They provided excellent customer service 2.46 (n=60) 
They communicated regularly with us during the recruitment 
process 
2.47 (n=57) 
Their service represented  excellent value for money 2.18 (n=60) 
They were transparent, clear and honest in their dealings with our 
organization 
2.68 (n=61) 
They delivered on their promises 2.69 (n=63) 
They provide post-placement checks to see that we are happy with 
new employees sourced by them 
1.62 (n=62) 
They openly share the recruitment process and tactics they use with 
us 
2.54 (n=55) 
They adopt a tailored approach to meeting our different recruitment 
needs 
3.01 (n=61) 
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Table 4: Mean Scores for Negatively Phrased Statements 
 
Statement Mean score where: 
Strongly Agree=4; Agree=3; Disagree=2; Strongly 
Disagree=1 (Neutral responses disregarded) 
They did not adequately understand our work/organizational 
culture 
2.66 (n=62) 
They did not adequately understand our recruitment needs 2.40 (n=62) 
They were slow in fulfilling our needs 2.31 (n=63) 
They referred some poor quality / unsuitable candidates to us 2.71 (n=63) 
They were more interested in the applicant‟s interests than in ours 2.16 (n=59) 
We have had problems with employees recommended by agencies 
that the agency should have known about 
2.75 (n=61) 
They do not accept responsibility when they have failed to meet our 
recruitment needs 
2.12 (n=58) 
 
 
DISCUSSION 
The research data highlight two key things. The first is that recruitment managers‟ dissatisfaction is spread 
across a number of areas of their dealings with employment agencies. Broadly, these areas could be 
described as: relationships; service provision and outcomes. The second conclusion that can be drawn from 
the completed surveys is that levels of dissatisfaction are not insignificant. This is particularly the case 
when respondents entered their replies to the specific statements as opposed to the general question about 
overall satisfaction with recruitment agencies. This suggests that those employment agencies that lie behind 
the survey participants‟ responses have largely failed to meet the expectations and satisfy the needs of their 
clients. There is a sense from the data that recruitment agencies are not fulfilling promises. This could be 
because organizations feel to a large extent that agencies do not fully understand the culture or needs of the 
organization for which they are recruiting. General customer service, communication and recruitment tactics 
appear to be tangible areas where agencies could seek to improve the quality of the service they provide by 
enhancing systems and processes. In light of the findings of the literature review, a few issues arising from 
the data of this research study are worthy of particular mention. The literature review highlighted five 
critical factors in recruitment processes. The first is the persistence of poor and unproductive recruitment 
strategies and the appropriate use of various modes of recruiting. Secondly; that effective recruitment is 
built on strong relationships whereby the agency has a strong understanding of the client organization. The 
third issue is the threat to integrity and ethics posed by increasing competition in the employment agency 
market. Fourthly, the suitability of the hired candidate for the job they are appointed to determines the 
outcomes, or return on investment, the client derives.  
Finally; unsuitable hires are very expensive to their employer. The research data indicate that on 
these five critical aspects of effective recruitment agencies are not performing well according to the 
perception of their clients. The evidence from the data reveals that almost a third of organizations feel the 
agencies they have partnered with are not transparent in their recruitment tactics. 22 per cent also said that 
agencies were not tailoring their recruitment approach to suit the client. 57 per cent of respondents also 
stated that they believe agencies do not understand the work and organizational culture of their 
organizations while 39.5 per cent of survey participants reported that agencies did not understand their 
recruitment needs. 42.8 per cent of respondents said that they believed the recruitment agencies they used 
were not transparent, clear and honest in their dealings with them. In terms of communication, 44.5 per 
cent of those surveyed reported that recruitment agencies did not communicate well with them during the 
recruitment process. Finally, 38 per cent of organizations claimed to have had problems with candidates 
they hired that came recommended by recruitment agencies. These figures highlight a significant level of 
client dissatisfaction and imply that there exists considerable problems with the relationship clients and 
agencies have. Based on the data and the literature review it would seem that ineffective recruitment 
practices are at least as prevalent, if not more so, than effective ones. The result for the client is added cost 
when new hires perform poorly and must be further developed or discontinued. It is reasonable to assume 
that, this being the case, and general satisfaction levels being low as the data show, that the reputation of 
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many agencies is poor. This, self-evidently, is an undesirable outcome for the agencies and further 
underlines the importance of effective recruitment practices for all parties. 
 
LIMITATIONS OF STUDY 
This research project is an exploratory study of an under-researched topic. It was designed as a pilot study 
with the intention of raising awareness of the research subject with the anticipation that other scholars 
might be interested to conduct further, more detailed research on the topics. Because so little research exists 
on the employment agency-corporate recruitment manager relationship, this project does not consolidate 
much earlier material and therefore creates a new direction rather than add to existing knowledge. 
Therefore, a limitation of the project might be seen as its newness because, in and of itself, it is a thin 
narrative. A small sample size and the small geographical scope of the study limit the validity of the 
research as a source for broad, transferable or comparative conclusions. The scarcity of any recent or 
significant similar studies also places limitations on the usability of the data here because it cannot be 
validated against other published studies. It is possible that these findings from Sydney may well be 
dissimilar to data emanating from another state should the research be replicated in Melbourne or Perth, for 
example. This is because Australia is a federal nation where laws affecting and regulating employment 
agencies and labour law generally differ to a greater or lesser extent. It follows, therefore, that these 
findings could not be reliably used to draw any conclusions on the efficacy of employment agencies from the 
perceptions of corporate recruitment managers in other countries.  These limitations provide the 
justification and need for further research to be conducted on the services of private employment agencies in 
other locations and with larger sample sizes. The survey‟s purpose was to identify the nature and extent of 
recruitment managers‟ dissatisfaction with the search and selection activities of agencies. It did not seek to 
examine why respondents answered the way that they did. The research also did not collect data on the 
perceptions of employment agents regarding their role and their perceptions of corporate recruitment 
managers in the relationship. To this extent, the research only presents one party‟s views and is not 
balanced in this respect. These factors are both a limitation of the research and an opportunity for further 
investigation in the future. 
 
CONCLUSION 
While the limitations of the research have been acknowledged, it is evident that dissatisfaction among 
corporate recruitment managers with employment agencies exists. From this research, levels of 
dissatisfaction appear not insignificant, widespread and multi-themed. Significantly, recruitment managers 
express dissatisfaction over fundamentally critical issues to high quality recruitment outcomes such as the 
nature of their relationship with the recruitment agencies. Transparency; communication and value are 
three areas where the relationship, from the view of the client recruitment managers, could be improved. 
This research project only investigated perceptions from one side of the relationship. Identifying the 
perceptions of recruitment agencies would provide a more complete picture of the working relationship 
between organizations and third party recruiters. The research has indicated that there is significant 
opportunity for improving recruitment outcomes by strengthening the understanding between the parties. 
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